Creating an effective marketing strategy according to current trends is a key process needed to achieve sustainable growth that can result in attracting a great number of existing as well as potential customers. Moreover, an enterprise's success is affected by the aforementioned process. The aim of the paper is to determine the clusters of small and medium-sized enterprises operating in the Slovak Republic and the use of marketing communication tools in the future. The research into marketing communications and customer relationship management (CRM) building in companies was carried out in Slovakia in the years 2017 and 2018. In total, 1,009 small and medium-sized enterprises from Slovakia participated in the research. Following a K-means clustering algorithm, three clusters were determined. Descriptive statistics, cluster analysis using K-means clustering, and an analysis of variance (ANOVA) were used to identify no statistically significant difference in terms of the size of enterprises.
Introduction and Background
Small and medium-sized enterprises (SMEs) are considered the key economic drivers in Europe [1] . Significant contribution to gross domestic product, increasing innovative activities, launching a new product in a flexible way, creating jobs, retaining existing jobs and generating overall social growth can be observed [2] [3] [4] [5] [6] [7] [8] [9] [10] . In Slovakia, SMEs have a key role in boosting productivity. More than a half of the active labour force contributing to a large extent to the added value is hired by SMEs [11] . SMEs make up 99.9% of the total number of enterprises in Slovakia; 96.9% of them are micro-enterprises (with less than 10 employees), 2.5% are small enterprises and 0.5% are medium-sized enterprises. In the knowledge economy, innovation ability as well as the sustainability of business processes are key factors for enterprises thriving and withstanding the fierce market competition [12] [13] [14] [15] . The business activities of SMEs are affected by the growing trend of globalization putting the pressure on businesses in order to develop effective strategies to succeed in a highly competitive environment [16] [17] [18] [19] . In this context, the business strategies of modern enterprises are aimed at achieving sustainable processes [20, 21] .
in marketing promotion through a form of new communication and virtual channels. Sustainability of SMEs implies a greater use of progressive forms of marketing communications and especially e-marketing tools [93, 94] . From this point of view, the attention of researchers in Slovakia is mainly focused on the use, conditions and research on the effectiveness of these electronic forms of marketing communication. Pollák and Dorčák [95] identified the basic prerequisites for the effective use of the Facebook social networking site as a platform for marketing communications for SMEs in Slovakia. Similarly, Hudák et al. [96] in their study tested the marketing elements of an email and provided recommendations for creating an effective marketing email. Several authors mention the results of research studies into specific elements of the Internet and mobile marketing communications [97] [98] [99] . In terms of research on applied marketing communications in Slovakia, the results are presented in specific areas such as tourism [100, 101] , environmental protection [102, 103] , higher education [104, 105] , the hotel industry, and others. In general, there is a lack of research focusing on SMEs in Slovakia.
The aim of the paper is to determine the clusters of SMEs operating in the Slovak Republic according to use of the marketing communication tools (current use and plans for future). Uniqueness of the research lies in enhancing the knowledge by looking not only at the current use of marketing communication tools in the environment of small and medium-sized enterprises in Slovakia, but also by viewing the future of the use of marketing communication tools. The classification into clusters brings a new dimension because clusters are created according to the current and planned future use of marketing communication tools. These clusters are then tested for differences in multiple attributes such as enterprise size, majority ownership, territorial scope of marketing activities, the use of an agency to implement marketing programs, the creation of customer database, and the use of a customer relationship management (CRM) system.
Materials and Methods
The research was focused on marketing communications and CRM building in companies in Slovakia. The research was carried out over the course of the years 2017 and 2018. Representatives of selected companies, responsible for the decision-making process in marketing management and marketing communications, participated in the research. When selecting the respondents, a proportional stratified sampling method was used (regarding the size, location, sector, legal form, major business owner). Business entities registered with the Infostat Company in the Slovak Republic in 2017 were considered the sampling unit. The questionnaire was sent to 1600 selected SMEs by an e-mail or by mail directly to the address of the headquarters or they were addressed personally. At the end of 2017, 257 questionnaires were accepted and 752 questionnaires from SMEs were collected at the beginning of the year 2018. The total number of SMEs filling the questionnaires correctly was 1009 (see Table 1 ). The sampling unit is presented in Table 1 . The response rate was 63%. The questionnaire consisted of 32 questions aimed at analysing the state-of-the-art of the use of marketing communication mix elements in the enterprises. Furthermore, attitudes towards applying new elements of marketing communications and new media as well as towards the current trends were determined following the questionnaire. Its aim was to identify possible changes in the use of particular elements of the marketing communication mix. Enquiries relating to the creation and use of databases, the implementation of CRM systems, the awareness of the concept of integrated marketing communications and its application in studied enterprises were those of great importance as well. For the purpose of this paper, data associated with the use of selected marketing communication tools such as television, radio, print media, point of sales, telephone, mobile, the Internet, cinema and other progressive forms were gathered.
Data were processed using basic descriptive statistics (absolute and relative frequency, arithmetic mean). Subsequently, the cluster analysis of the K-means cluster in SPSS statistics was used to identify clusters. Determining empirical types, segments, and biological clusters is based on identifying sub-clusters with similar vector variable profiles. The procedure follows the Euclidean distance matrices between rows [106] . The aim of the analysis-to iterate and classify-was selected in order to specify SME groups in the Slovak Republic according to the applied marketing communication tools (variables) . Since this method is not invariant to the order of cases, four different clustering solutions (via randomly generated order of cases RU1, RU2, RU3 and RU4 using SPSS statistical program) have been tested in order to obtain appropriate results. Following number of resulting clusters-3, 4, 5, and 6 were also tested. Subsequently, the resulting alternative cluster results were evaluated in terms of composition and preferences in using the marketing communication tools. the option with four resulting clusters in the random arrangement of RU2 presented in Table 2 seems to be the best. A small group of nine cases (Cluster 3), completely different from the total set, are included in the resulting clusters. These cases of small groups are not included in the further analysis [106] . Differences in the profiles of created clusters are presented in Table 3 . The distance between Cluster 2 and Clusters 3 and 4 is the greatest one. The minimum difference is between Cluster 1 and Cluster 4 (i.e., 2.02 times less than between 2 and 4). Descriptive statistics were used to analyse the resulting clusters. The correlation between formed clusters is tested using analysis of variance (ANOVA). The following hypothesis was determined: H1: SMEs representing individual clusters (based on the use of marketing communication tools and their intended use) in terms of selected attributes (enterprise size, majority ownership, territorial scope of marketing activities, agency used in marketing programs, customer database creation, and CRM use) are equal.
Results and Discussion
The data gathered and processed for the needs of SPSS Statistics were subjected to a cluster analysis of the K-means cluster. An alternative with the four resulting clusters with the random sequence of the RU2 cases was selected by comparing the possible results of the created clusters. Subsequently, these results were tested by ANOVA. The results are presented in Table 4 . However, the significance of the differences does not make sense theoretically and, therefore, testing the hypotheses dealing with ANOVA averages is not possible especially due to the fact that clusters arise in such a way that the vectors differ as much as possible and the significance of differences is supported this way. The F tests were used for descriptive purposes because the clusters were chosen to maximize the differences between cases in different clusters. The observed significance levels are not corrected and, thus, cannot be interpreted as testing the H1 hypothesis. When comparing the results of the F value in Table 4 , the highest values are mentioned in the case of communication most involved in defining the resulting groups, the clusters. The use of mobilebluetooth marketing (F value of 1204.529, contributing 26.24 times more to determining the clusters than the website-the least evaluated item) was the most important factor. The use of product placement, guerrilla marketing, price awarding on radio and mobile geolocalization supported the rise of clusters significantly. Following the methods used, three significantly different clusters of SMEs in Slovakia (traditionalists, progressives and minimalists) were determined in terms of marketing communication tools implemented.
Cluster 1-Traditionalists
Cluster 1 represents 21.9% of enterprises (whereof 25.8% are foreign majority owned enterprises), 84.6% of them are small enterprises (80.2% domestic and 19.8% foreign majority owners) and 15.4% are medium-sized enterprises (41.2% domestic and 58.8% foreign majority ownership). The impact of implemented marketing communication activities is regional (51.1%), nationwide (33.9%), and international (14.9%). That is why, compared to other clusters, the fact that it is a smaller group with the highest number of a foreign majority owner can be seen. The impact of communication activities is especially regional compared to Clusters 2 and 4. Databases of customers are created by 71.5% of the traditionalists, but only 68.8% use them for marketing communications and 14% for other marketing activities. The CRM system is implemented by 33.9% while 32% consider it effective and 65.3% partially effective.
In terms of using marketing communication tools (Figure 1) , it is rather a more conservative group of SMEs with running marketing communication strategy. More traditional forms of marketing communications are preferred by them. Television forms of marketing communications are the most often used by the SMEs in Cluster 1. Nowadays, up to 69.7% use cash prizes in competitions and 14.5% are planning to do so in the future; 51.6% of enterprises organize TV competitions; and 50.7% provide TV talks (17.6% are planning to do so in the future). More than half of the businesses in this cluster use radio for marketing communications in the form of commercials (58.8% and 18.1% are planning to use this form), talk shows and interviews (57.5% and 14.5 are planning it in the future); and almost half of businesses provide cash prizes in competitions (49.8% and 22.6% are planning it). Advertising spread by post is used by more than a half of enterprises (except the form of putting samples in mailboxes) and only a small percentage (2.7%-13.1%) is planning to use these forms in the future. Leaflets are used by 68.3%, direct mail by 61.1%, and catalogues by 52%.
Considering the point of sale, leaflets are the most commonly used form of advertising (84.2% and 5% are planning it), 58.4% organize competitions, 56.6% make presentations and 54.8% provide catalogues. Tasting (12.2%) is the form used least in terms of the point of sale. Compared to other clusters, print media advertising (74.7%), inserting leaflets (68.8%) and providing prizes in competitions (61.1%) are the most applied forms. Phone as a communication tool is used by enterprises. 27.1% of them focus on selling on the phone and 26.2% use the phone to contact their customers. Passive telemarketing is used only by 13.1%. Future progress of using the phone is planned in the range from 6% to 10%. Online forms of marketing communications, e.g., websites (84.2% and 0.9% are planning it), profiles on Facebook (81.4% and 1.8% are planning it), advertising banners (54.8%), direct emails (51.6%), Instagram (45.7%) and YouTube (40.7%) are used by companies in this cluster primarily. This cluster is characterized by the highest rate of the Internet advertising (13.6%) compared to 9.4% of enterprises in Cluster 2 and 3.7% in Cluster 4. Cinema ads are used by the overwhelming majority of companies (57.5% and 16.3% are planning it). Less than half of enterprises invest in billboard advertising (36.7%, and 7.7% are planning it) and vehicle advertising (44.8%, 3.6% are planning it); 55.7% organize events, 55.2% are involved in organizing events, and presentations are held by 52% of enterprises. More progressive forms such as guerrilla marketing (5.4%), buzz marketing, or WOM (4.1%) are rarely used.
Cluster 2-Progressives
A progressive cluster includes 19.03% of SMEs (21.9% foreign majority owned enterprises), whereof 81.3% are small enterprises (85.9% domestic and 14.1% foreign majority owners) and 18.7% are medium-sized enterprises (44.4% domestic and 54.6% foreign majority owners). Therefore, the impact of the implemented marketing communication activities is regional (39.6%), nationwide (39.1%) and international (21.4%). In fact, national and international impact of communication marketing activities is larger than in Clusters 1 and 4. A customer database is created by only 56.3% of the progressives, whereby only 55.2% of them use it for marketing communications and 17.2% for other marketing activities. A CRM system is implemented in 40.6% of the enterprises, and 56.4% consider it to be effective while 41% think it is only partially effective. A wide range of communication tools is used by the members of Cluster 2 ( Figure 1 ). However, in comparison to Cluster 1, Progressives prefer mobile, online and more progressive forms of communication tools and their plans and visions dealing with the future of media are ambitious. The use of TV for marketing purposes is less important than in Cluster 1, however, they are planning to use it especially in the future. Similarly to Cluster 1, prizes in TV competitions are provided by most enterprises (58.9% and 40.1% are planning to do it in the future). Talk shows are provided by 48.4% (49.5% are planning to do it in the future), and 40.6% use TV (direct-response advertising spots), and 58.3% of them are planning to implement this form into marketing communications in the future. Radio, e.g., ad spots with a direct response (including the phone number, website, or email), is preferred by more than half of enterprises in this cluster, 56.8%; 38% enterprises are planning to do so in the future. Moreover, 53.6% use it for classic advertising spots and 41.1% are planning to do so in the future. Beside the use of the aforementioned forms of radio communication, this group of SMEs has high aspirations for its implementation in the future (up to 70.3% are planning to send their representatives to radio sessions). Mailing as a marketing tool is widely used by these enterprises; leaflets are used by 71.9% of these enterprises, direct offers by 75.5% and catalogues by 62.5%, while 36.5% are planning to take advantage of postal services in the future. Sending samples is used by 35.4% and 57.8% are planning to do so in the future. The forms of communication at the point of sale are used by most members of this cluster, 78.1% of them are using leaflets (19.8% are planning to use them), 68.2% are using advertising banners and 30.7% are planning to use them, and 57.8% are using competitions. Compared to Cluster 1, space advertising, leaflets and prizes in competitions are used the enterprises in this cluster to a lesser extent. On the other hand, aspirations for their future implementation is relatively high, from 29.7% to 45.8%. Similarly, it is also high in the case of other forms of print media strongly used in the group. A landline for marketing communications is most often used by members of the Cluster 2, moreover, the members still not using it are planning to change it in the near future. Active customer contact is used by 36.5%, passive telemarketing by 32.3%, and sales on the phone is carried out by 30.7% of enterprises. This group of SMEs uses Internet communications (except for native advertising) most of all. A high percentage is planning to use them. Similar to other clusters, websites (86.5% and 13.5% are planning them) and Facebook profiles (83.9% and 15.1% is planning them) are the most used forms. Attention is also paid to viral marketing (69.3% and 30.7% are planning to use it), as well as to discussion forums (67.2% and 31.8% are planning them) and contextual advertising (64.1% and 34.9% are planning this). The enterprises in this cluster use and, in particular, are planning to use even less common forms such as content and affiliate marketing, SEO, vlogs and blogs. It is the group of companies using (or it is planning to use) cinema for marketing communications most, e.g., cinema ads (60.4% and 39.6% are planning to do so), sponsorship (25.5% and 68.2% are planning to do so) and product placement (19.8% and 72.9% are planning to do so in the future). Considering outdoor advertising, this group invests most and is planning to invest in stands (60.4% and 33.3% are planning), vehicle advertising (52.6% and 43.2% are planning) and billboards (37.5% and 52.6% are planning this investment). More than three quarters of enterprises in this cluster (77.6%) are planning to invest in ambient media. According to the other media used, the fact that this group does not only use but it also prefers using more progressive forms in the future, e.g., guerrilla marketing, as well as buzz marketing can be seen (15.6% of enterprises has already used them and 73.4% are planning to use them in the future. WOM is used by 10.4% of enterprises and 77.6% are planning to do so in the future; 62% organize and 32.8% are planning to organize events, and 55.2% are involved in organizing the events. In addition, presentations are held by 46.4% of enterprises.
Cluster 4-Minimalists
Cluster 4 is represented by 58.18% of enterprises (whereof 86.7% are domestic majority owners) and it consists of small enterprises (88.1%). In the case of 91.1% of them, the majority of owners are domestic and in the case of 8.9% the majority of owners are foreign. When medium-sized companies (11.9%) are mentioned, 54 Marketing communications is not emphasised by this group of SMEs (Figure 1 ). However, they use marketing communication tools but only to a lesser extent. Websites and Facebook profiles are the most used forms. When investing in marketing communications, they prefer the following media: post office, point of sale, print, the Internet and organized and co-organized events, or exhibitions and fairs. Communication tools are not used by this group very often, moreover, they are not planned to be used in the future as well. TV and radio, landline, mobile, or outdoor advertising are implemented by these SMEs only rarely. In terms of point of sale, leaflets are used by 47.7% of enterprises, advertising banners by 35.5% and space advertising by 32%. Compared to other clusters, the fact that online marketing communication is the least used form in this group can be stated. These enterprises use only websites (79.9% and 8.3% are planning to do so) and Facebook profiles (58.9% and 11.2% are planning to do so in the future). The use of other forms of online marketing communication does not exceed 26%. Similar to other marketing tools, cinema is the least used or planned alternative by this group. Pre-release commercials are used by 16.4% of enterprises while other forms are not used very often. In the case of outdoor advertising, these enterprises pay the highest attention to vehicle advertisements (16.5%) while 12.1% of them focus on stands. The planning of future investments in outdoor advertising is almost none. Taking into consideration other forms of marketing communications, the fact that 31.2% of these enterprises organize events and participate in fairs and exhibitions (12.3% are planning to do so in the future) can be seen. Presentations are organized by 31.7% of enterprises.
Due to the composition of determined clusters, the dependence of several attributes, such as enterprise size, majority ownership, the territorial scope of marketing activities, agency used in marketing programs, customer database creation, and CRM were verified by ANOVA. Following the one-way ANOVA with the p-value smaller than 0.05 at the significance level of 5%, a significant difference in clusters was confirmed in terms of the majority owner of the enterprise (Table 5) , the territorial scope of marketing communication programs (Table 6 ), the use of agency services for the implementation of marketing programs (Table 7) , the creation of customer databases (Table 8) , and the use of the CRM system (Table 9) . Thus, the H0 claiming the given attribute is the same in the clusters was rejected in favour of the alternative hypothesis. By contrast, the size of the enterprise (Table 10) is not statistically significantly different comparing individual clusters. It is confirmed by the Anova test result, where p value is 0.56. The H1 hypothesis is confirmed in the case of the attribute of enterprise size. In the case of the attributes of majority ownership, the territorial scope of marketing activities, agency used in marketing programs, customer database creation and CRM use, the H1 hypothesis was refused in favour of alternative one.
Following the research results, the fact that all companies use TV, radio, print media, mobile devices, the Internet, as well as outdoor and indoor advertising can be stated.
A marketing communication survey was carried out by Starchon and Vilcekova [107] in 2007 and 2017. More than 300 enterprises participated in this research and the findings reflect changes in communication behaviour. For example, an increase in consumer contests can be observed. According to this study, in 2007, this tool was used only by 16% of enterprises. Compared to the year 2017, it was more than 33% of the studied enterprises. An overall growth can be observed in the intensity of using different tools including television. Starchon and Vilcekova [107] mentioned that in 2007, 23% of companies used TV commercials while in 2017 it was 34%. While advertising in print media has a general tendency to decline, an increase in PR activities can be seen. Unsurprisingly, the biggest change can be noticed in using the new media. An increase of 13% can be observed in content marketing (7% in 2007 compared to 19% in 2017). The huge increase can be seen in the use of social media. In 2007, only 7% of enterprises used this tool while in 2017 it was 75% [107] . In Slovakia, most of the enterprises use Facebook, Instagram and YouTube to communicate with their customers. SMEs represent a significant part of Slovak economy with the greatest potential for growth and the impact on economic stabilization and balanced development of the regions [108] [109] [110] [111] [112] . In Slovakia, 99.9% of the total number of business entities are SMEs and in 2017, they recorded increased employment (+1.4%), added value (+8.9%), or profit (+7.5%), while value added growth in this sector was the most significant over the course of the last seven years [12] . In the competitive market, SMEs are vulnerable and exposed to many risks but their existence and success are of great importance in the Slovak Republic. Therefore, the aim of the study is to support companies by helping them make the right decision about developing suitable marketing communication programs using adequate communication tools and selecting appropriate media.
Pohludka and Štverková [108] present the results of the research focused on the use of CRM in SMEs in the Czech Republic carried out using a sample of 319 business entities. Following their research, the fact that, similarly to the enterprises in Slovakia, there is a significant gap between companies creating customer databases (81%) and subsequently using the data within a CRM (45%) can be seen. Collecting customer data does not mean that a CRM is implemented in the enterprise. A CRM philosophy is a prerequisite for an enterprise to collect customers' data and cooperate with them.
When verifying the CRM implementation in the studied enterprises, the fact that 45% of entities have a CRM system, 3% are in the implementation phase; 21% consider implementation and 31% of respondents do not consider implementing CRM was found. In particular, micro-businesses do not think about a CRM system implementation. Taking a closer look at the medium-sized enterprises, 80% of the studied entities have already implemented the CRM system. These results are comparable to those found in SMEs in Slovakia, where 75.5% of SMEs create customer databases and only 40.7% of them use them for the purpose of CRM. In 2012, Urdzikova et al. [113] presented the results of the use of CRM by manufacturing companies in Slovakia. At that time, 0.1% of micro, 40% of small and 40% of medium manufacturing enterprises (in total 262 manufacturing enterprises were analysed) used CRM. Therefore, the further research problem about the use of CRMs and the creation of databases in terms of individual segments arises.
Conclusions
Entrepreneurial activities are affected by many external factors. Under the pressure of a global competitive environment, businesses have to create sophisticated business strategies. The effect of the upcoming Industry 4.0 is similar. An active use of advanced information technology in the business environment is at the centre of attention. Sustainability is an important part of strategic business management. It can be achieved through effective marketing communications taking into account current trends. The sustainability in marketing communications employed within SMEs depends largely on the level of innovation reflected in the use of modern electronic tools. On the other hand, there is a range of limitations in marketing communication activities of SMEs resulting from restricted finances as well as from the fact that owners and employees of SMEs tend to be generalists rather than specialists, so their marketing expertise is often limited. This brings us to the conclusion that in order to succeed in both domestic and international markets, innovations must be not only at the manufacturing or service level but also in adopting creative and innovative marketing communication activities and in selecting appropriate and adequate marketing communication tools. The aim of the paper was to present the clusters created by the use of marketing communication tools in SMEs. Following the use of a K-means cluster analysis, three clusters significantly different in terms of the majority of owners of an enterprise, the territorial scope of marketing activities, the use of the agency in implementing marketing programs, customer database creation and the use of the CRM system were determined. In terms of enterprise size, these clusters are comparable. The attitude to the previously established and used communication programs applied in the group with the largest foreign ownership was the main difference in the use of marketing tools. Compared to other clusters, TV and radio media were used more frequently. Similarly, the group of enterprises in Cluster 4, the "Minimalists" over-represented within SMEs (formed by 58.18% of SMEs whereof 88.1% are small enterprises), is comparably traditional. Minimalistic marketing communication activities in terms of marketing tools are preferred by these enterprises. Following the research results, they are not planning to change significantly this trend in the future. Their attention is focused on using the websites, Facebook profiles, leaflets, general advertising, organizing events and presentations or participating in exhibitions and fairs. This group consists mostly of small businesses with close relationship with customers. Their customer database is the largest one (up to 84.5, by 13 % more than in the case of the Traditionalists (Cluster 1) and by 28.2% more than the Progressives (Cluster 2). Moreover, a majority of them use the databases for marketing communications. The progressive members of Cluster 2-the "Progressives"-are the most different group of enterprises. They are active in the use of communication tools and prefer forms that are more progressive. Their vision of incorporating forms of communication tools in the future is highly ambitious. This is a group with higher domestic representation, whose marketing activities are rather national or even international. Their visions and real use of marketing communication tools are in contrast with the number of customer databases created. Only 55.2% of enterprises in this group create databases at the same time. However, these enterprises use the CRM system most (up to 40.6%).
The results of this empirical study conducted in SMEs in Slovakia enhance knowledge about the use of marketing communication tools in firms. It provides a valuable view into the presence and implementation of marketing activities as well as the choice of media in promotional campaigns. Most of the budget allocated for marketing communications is spent especially on traditional media such as broadcast (TV and radio) and print media. However, in Slovakia, a tendency to invest in marketing communication activities in new media (the Internet and mobile) has been steadily increasing since the beginning of the 21st century. The Internet and the widespread use of social media have become effective and profitable tools of promoting company products and services. In the case of SMEs, they take advantage of social media because of cost effectiveness, time saving and engagement with customers. Sustainable development at the SME level is essential and inevitable. The 4.0 Industry Revolution is accompanied by the expectations and demands of customers in the intelligent use of information technology in marketing communications as well as its connection with integrated marketing communications. From this point of view, Cluster 2 (the "Progressives") enterprises are the most responsive to this transition. Nowadays, they are no longer satisfied with websites (86.5%) and social networks (83.9%), but they focus also on viral marketing (69.3%), contextual advertising and, to a lesser extent, on the use of SEO, vlogs and blogs, buzz marketing, and e-WOM, etc. Cluster 1 (Traditionalists) has no problem with the more common forms of e-marketing communication tools (websites, social networks, native internet advertising, banner ads, direct-mails), however, buzz marketing and e-WOM are almost unused by them.
The transition to Industry 4.0 will be the biggest challenge facing the largest cluster, Cluster 4 (the "Minimalists"). These small enterprises are primarily focused on personal approach to customers. However, the benefits of information technology are not excluded. Without taking advantage of the benefits provided by information technology in marketing, there is a risk that customers will begin to favour competition. Using CRM and e-WOM offers a great advantage to these businesses in order to improve their personal approach and strong customer relationships. SMEs should realize the importance of WOM and e-WOM marketing. Customers' comments as well as experience shared in social networks can strengthen or, on the other hand, destroy the reputation of an enterprise. The more consumers chat and write online about the company, its products and services in a positive way, the better promotion of the enterprise and its performance.
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